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ABSTRACT

In globalization, exporters and importers understand the significance of expanding
their business to be worldwide, which, following the trend for reduction of trade
barriers„ has led to a rapid growth of outsourcing of logistics. The global logistics
sector has evolved and remained open to favorable changes during the last 20 years.
Nowadays the manufacturers do not feel reluctant in to outsource some functions.
Which has added considerable value to the functions performed by logistics providers,
much greater than the normal functions of delivery, warehousing, storage and
distribution of goods? All this affects logistics outsourcing, and provides
opportunities for logistics service providers to expand their services, and it has
stimulated the researcher to study the main factors influencing the expansion of
logistics services.

The purpose of the study is to examine the relationship between customer satisfaction,
cost-saving, trust, logistics expertise and intention to expand the utilization of
logistics service of 3PL. The research is focused on quantitative methodology by
questionnaire survey with groups of participants located around Bangkok. The survey
respondents focused on 197 canned foods exporting firms in the Thai Foods
Processors Association.

The results from the questionnaire indicate that independent variables consisted of
customer satisfaction, cost-saving, trust and logistics expertise, and all are not related
to the dependant variable. Only trust and logistics expertise have significant impact on
intentions to expand the utilization of 3PL logistics services.
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CHAPTER 1
INTRODUCTION
1.1 Background of the Study
Outsourcing becomes more significant for exports and imports as part of the expansion of
globalization in the world. Most firms perceive that outsourcing is not new; they used to
use the benefit from outsourcing to have enough time to concentrate on core competency
by outsourcing non key activities. The outsourcing of logistics activities is also not
different. Logistics users understand the benefit of using logistics service providers to
undertake the logistics functions. Bowen (2003) identified that the advantages of using
3PL service provider are to focus on core competency, reduce the cost of manufacturing
and logistics services, reduce working time, managing flexibly, and improve service
quality such as less damage, less rework, on-time delivery, manage inventory accurately,
reduce capital investment, and increase cash inflow.
In Thailand, third-party logistics service providers have become part of the export and
import business. In the past, exporting and importing firms outsourced warehousing and
transportation services as their main logistics activity. However, customer demands are
not stable; they increasingly demand logistics services in order to fulfill requirements
such as purchasing, freight management, inventory management, distribution requirement
planning, customs clearance, and insurance management. With the weakness of the Thai
baht and the prevailing regional currency crisis, the stimulus for greater export potential
has been strong. And the agreement under the World Trade Organization ( WTO) has
created significant new opportunities for international trade because of government
support in reducing export tariffs. All the above affect logistics activities and provide
opportunities for logistics service providers to expand their services in Thailand. This
stimulated the researcher to study the main factors influencing the expansion of logistics
services in Thailand.

The approximately 5.8 per cent growth of Thai export in 2007 (www.depthai.go.th)
indicates the importance of this sector to the Thai economy. It was reported that the
growing exporting products are agricultural goods including foods, automotives, hi-tech
electronics, and service sectors such as tourism and financial services. As such, the
demand for logistics services should increase accordingly. Consequently, the logistics
support business i.e. logistics service providers, will play a more significant role in
supporting the export business which, in turn, produces a gradual growth in the logistic
service industry. There are many new third-party logistics service providers entering the
industry, while the current third-party logistics service providers try to expand their
business to cover all customers' logistics service demands and fulfill customer
expectations as well.
Thailand is perceived as a famous agricultural producer, exporting its produce
worldwide, especially canned foods. In January-September 2007, the export volume for
canned foods was 1,583,707 tons, the export value for canned foods being
81,926,000,000 Baht; and in January-September 2008, the export volume for canned
foods was 1,765,596 tons, the export value for canned foods being 106,634,000,000 Baht.
Comparing 2007 and 2008, the export growth in term of volume was 11 per cent and the
exporting growth in term of value was 30 per cent (www.thaifood.org). This fact
indicates the typical growth of the canned food industry. As a result, the demand for
logistics services has also increased. This may infer that the need for logistics service and
the need to expand logistic services would be high. Thus, it has become critical for thirdparty logistics service providers to seize the opportunity of market growth to secure a
business advantage, according to the Thai Foods Processors' Association. Therefore, the
canned food industry has been selected for this study. Thailand's canned foods, can be
divided to 6 major categories, as:
1. Pineapple
2. Seafood
3. Tuna
4. Fruit & Vegetable
5. Sweet Corn

6. Trading & other
Based on this evidence, the focus of this study is on the canned food industry that is
involved in exports and located in Thailand. The study of this research collected data
from respondents who are Logistics Managers and Export Managers or who are
responsible for a part of logistics and are authorized to make decisions about logistics
development in their firms. The researcher sought to know the factors influencing
customers' intention to expand logistics service of 3PL service providers and what is the
most influential factor that affects expansion of logistics service of 3PL service providers
in Thailand.
1.2 Statement of Problem
There are several companies in Thailand that provides logistics-related services such as
freight forwarders, transportation providers or warehousing providers. At present, many
liners/carriers such as American President Lines (APL), Mearsk Sealand, Mediterranean
Shipping (MSC) and O.O.C.L (Thailand) attempt to diversify their service from only
freight service to cover all logistics services. Those such as American President Lines
expanded their service from providing only ocean freight service to establishing
warehouses in Ayuthaya, Chacheongsao, Sumutphakarn and Bangkok to store the
product before shipping it out, and also invested in transportation services
(www.apllogistics.com). As those companies are expanding themselves to provide more
coverage on logistics services so as to supply customer requirements, they become strong
competitors for 3PL providers. However, customers' intentions to expand their logistics
service acquisition seem to be unclear, especially on the factors that the exporters
consider when they are making a decision to "do" or outsource the logistics service. As
such the factors influencing exporters' decisions should be identified, while the decision
process of should also be clarified. Thus, the question "what are the factors that
influence exporters' decision to expand the utilization of the third party logistics
service?" should be the focus. This research attempts to study the factors affecting
exporters to expand the utilization of third-party logistics service providers. Some

important factors such as customer satisfaction with the current logistics service, cost
saving, trust, and logistic expertise of the service providers, are of interest in this study.
1.3 Research Objectives
To understand exporters' decision-making process to expand their logistics service
acquisition, the three research objectives are:
1.3.1 To study the relationship between logistics service, cost saving, trust and
logistic expertise of the service providers and expansion of the utilization of
3PL logistics service acquisition.
1.3.2 To understand what is the most influential factor that affects the expansion of
the utilization of 3PL logistics service acquisition.
1.3.3 To identify the type of logistics service provider that the exporters would like
to use.
1.4 Scope of the Research
This study focuses on the canned foods industry; and especially canned food
manufacturers. As most of the essential data are related to logistics activities, the key
informants will be the employees who are responsible for logistics activities or selecting
a 3PL service provider, such as Logistics Manager, Export Manager, and so forth.
1.5 Limitation of the Study
Many canned foods industries are not interested in the logistics business, and lack
understanding of the advantage of using a third-partly logistics service provider. As
result, they do not appreciate the use of logistics services from outside, and prefer to do it
all themselves. The expansion of logistics services are decreased accordingly.
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1.6 Significance of the Study
1.6.1 This research studies 3PL service providers' business practice, so as to
understand customer's intention for outsourcing logistics services of 3PL
service provider. The benefit will be taken by the 3PL service providers to
expand their service in order to fulfill customer requirements. This involves
not only the canned foods industries, but also the whole of exporting firms in
Thailand.
1.6.2 Logistics service providers can use the result of the study for their strategic
management in order to maintain their current customers and to gain new
customers.
1.7 Definition of Terms
Expansion of Third-Party Logistics Outsourcing (3PLs): Logistics service providers
are expanding their functions from one or few to multiple logistics services such as
freight forwarding service or warehousing management service or transport, distribution
service or to cover all logistics functions.
In-house Logistics: Firms assign their own staff to manage logistics functions.
Logistics Management: A part of the supply chain process that plans, implements, and
controls the efficient, effective forward and reverse flow and storage of goods, services,
and related information between the point of origin and the point of consumption in order
to meet customers' requirements.
Logistics Outsourcing or Third-Party Logistics Service Providers (3PLs): The use of
external companies to perform logistics functions, which have traditional been performed

5

within an organization. The functions performed by the third-party firm can encompass
the entire logistics process or selective activities within that process.
Trust: The willingness of a party to be vulnerable to the actions of another party based
on expectation that the other will perform a particular action important to the first party
irrespective of the ability to monitor or control that other party (Mayer et al, 1995).
Cost-saving: Decision or action that will result in fulfillment of the objective of a
purchase, at a cost lower than the historical cost or the projected cost
(www.businessdictionary.com).
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CHAPTER 2
LITERATURE REVIEW
This chapter presents a review of the literature that is related to the study. The main
focuses are on the concept of logistics outsourcing, the third-party logistics service and
expansion of the logistics service, as well as the factors influencing logistics service
expansion. The chapter is composed of three major parts. First, common logistics
activities of a firm are reviewed, followed by the Third party logistics services and
criteria that a firm may use when deciding whether to outsource logistics services. Next,
purchase intention theory as well as the intention to outsource more logistics services
from a Third party logistic service provider. are discussed. Finally, the factors affecting
logistics service expansion will be reviewed individually.
2.1 Logistics Activities
Lambert et al (1998) stated that logistics is that part of the supply chain that involves the
activities of plans, implements them, controls the efficient, effective flow and storage of
goods, services, and related information flow, from point of origin to point of
consumption requirements in order to meet customer expectations. Lambert et al. (1998)
also defined the meaning and functions of each logistics activity in a supply chain which
are consist of 9 components:
1) Customer Service is the activities that are designed to increase the level of
customer satisfaction. Customer service consists of the action to find the exact
needs of customers, including order processing, handling of customer complaints,
providing relevant and efficient information to customers, and being able to
respond to customers at the right time, place, price, and quality.
2) Demand Forecasting involves the forecasting of amount of products and services in
the future. Demand forecasting has influence on the making of a profit by the

7

organization. If the company has accurate forecasting in arranging the amount of
raw materials, the number of staff, and the amount of finished goods that should
be held in the warehouse, it will earn more profit and fulfill customer satisfaction.

3) Purchasing & Procurement refers to the purchasing of materials, equipment and
services from suppliers. This involves specification of time to order and
relationship with suppliers.

4) Inventory Management involves trading off the level of inventory held to achieve
high customer service with the cost of holding inventory. Inventory costs are
some of the easiest to identify and reduce when attacking supply chain problem.
Sharing information with supply chain partners are the most popular in
identifying potential inventory cost saving.

5) Transportation provides the movement of raw materials and finished goods from
point of origin to point of consumption, including vehicle routing, traffic rules and
distribution channels.

6) Material Handling and Packaging covers all movements of raw materials, work in
process, and finished goods, within a plant or warehouse. The knowledge base of
material handling equipment usually includes selecting material handling
equipment types, including movement and storage material handling equipment
applications, and compilation of the knowledge and recommendations on these
sources in the form of facts, relationship, and rules, while referring to the process
of protection of the finished goods during storage and transport.

7) Location, Warehousing and Storage relate to the aspects of facility location
decision of the plants and warehouse. This covers facilities of internal design and
external design such as stock layout, amount of racking, dock design and
warehouse configuration.

8
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8) Reverse Logistics is the issue of product returns (Johnson et al, 1999). Reverse
logistics refer to removing waste materials and end-of-life products.
9) Order Processing and Logistics Communication is concerned with the systems
whereby logistics providers get an order from customer, process the order, fill the
order and make the products available to the customers.
2.2 Third Party Logistic Services and Logistics Outsourcing
Logistics is the management of a flow of goods, services, information and other
resources, including material and people, from point of origin to point of consumption for
the purpose of conforming to customer requirements. The logistics activities involved are
customer service, transportation, inventory, warehousing, material-handling, demand
forecasting, order processing, procurement, location and reverse logistics. They are
perceived as logistics activities which are not core competencies of the firm. Many
companies understand that they need to concentrate on core competency, instead of being
concerned with logistics activities. The main functions of those companies are production
planning, marketing and sales management, creating brand awareness, and so on. Lieb et
al. (1993) defined logistics service providers as the use of external companies to perform
logistics functions, which have traditionally been performed within the firm. Logistics
service providers can encompass the entire logistics process or select the logistics
activities within the organization's process in order to have increasingly efficient
performance and complete the utilization of those organizations. Similarity, Lomas
(1998) defined the logistics service providers as the selection of a third-party to perform
all or a portion of a company's logistics activities under contract and for a fee. Today,
many researchers indicate that logistics functions have widely expanded; the services
now include warehousing, carrier selection, and dedicated fleet operation, transportation,
and inventory management (Cooke, 1998). Also, Craig (2000) said that the scope of
logistics activities includes the elements of logistics in transportation, warehousing,
planning, and whatever else requires the use of outside companies to perform part or all
of a logistics element.
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Outsourcing is a decision for the long-term; it is a commitment made for a long-term
advantage. Logistics outsourcing is debated in managerial strategic decision-making in
firms, either to "outsource" or to "do" logistics activities. Authors such as Novack et al.
(1992), Boyson et al. (1999), and Bowersox et al. (1999) have indicated that the strategic
logistics outsourcing is to integrate logistics activities more effectively than the gradual
and piecemeal outsourcing of supply chain: it means that many companies decide to
outsource one or more logistics activities at the same time in order to achieve the
economies of scale, increase competitive advantage, gain the flexibility needed to
compete in increasingly uncertain environments, and optimize the logistics systems that
takes precedence over the optimization of individual logistics activities. The companies
understand that they do not have enough capability to manage one or many logistics
functions without the barrier of the routine works. Millen et al. (1997) also suggests a
combination of logistics that is compounded between the use of in-house and third party
facilities. It is perceived that all or most logistics activities can be outsourced, and 3PL
providers as logistics professionals could help the firm to gain more advantages.
Currently, logistics users will be more interested in integrating their services with third
party logistics that are linked by active flows of goods (Lee et al., 1997) such as
inventory management and shipment planning in order to have smoother information and
service flow between customers and 3PL providers. Similarly, Elliot et al. (1998)
identified that significantly positive outsourcing between inventories; transportation,
packaging, and customer service tend to integrated by the service of third-party logistics
providers across a well-defined sequence of activities that share information from the
reception of customer orders and from execution of shipping orders between the firm's
warehouses.
Yu Tian et al. (2007) found that in 203 companies in China, the most commonly
outsourced logistics activities are transportation 24.6 per cent, distribution 17.5 per cent,
and warehousing 15.8 per cent. Only 4.4 per cent of the outsourced logistics activities are
for order processing, packaging and inventory management. The study further explained
that logistics outsourcing in China has rapidly expanded to support increasing global
competition and higher customer expectations. Another source, Food Logistics, (2002),
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reports the same result, that the influence of logistics service providers cannot be ignored
by U.S. food industries. Logistics managers of U.S. food industries recorded that 38 per
cent of the companies have outsourced between 25 and 99 per cent of transportation,
which is the large proportion of logistics outsourcing of U.S. food industries. The study
of Yu Tian et al. (2007) and Food Logistics (2002) emphasize the influence of logistics
service providers in affecting exporting and importing firms from powerful countries in
the world. Thailand is no exception:, logistics service providers are becoming a more
significant part of exporting and importing firms for improvement and implementation of
their business.
In the past, exporting and importing firms in Thailand were not interested in the logistics
business when worldwide there is strong price competition; many competitors attempt to
minimize overall cost in order to attract entire customers. The logistics cost is coming to
have a very significant impact on business worldwide, including Thailand. And the trends
of globalization and outsourcing have crated a need for one-stop service. Many customers
return to concentrate on their core activities, and outsource logistics to logistics service
providers such as transportation, warehousing, distribution, shipping, order processing,
freight management, and inventory management: a source for expanding logistics
services in Thailand. Lately, logistics service providers try to provide multiple services
by offering many solutions to the customers, such as providing both a warehousing
service and a distribution service. As logistics advisors, they try to solve the logistics
problems and find new alternative channels which can give the customer satisfaction. On
the other hand, companies continue to grow strongly, with companies seeking to
accelerate the uptake of logistics skills, which aims to bring about market growth at lower
cost. In order to keep confidentiality and achieve the objectives for outsourcing, logistics
users attempt to keep a long relationship with logistics service provider because many
logistics activities need to be long-term to compete effectively, such as warehouse
management, shipping, and distribution. 3PL providers' decision is to try to keep the
relationship with their customers for a long period because they know that finding a new
customer is more difficult than keeping and expanding with a current customer.
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In case a firm already outsourced some logistics activities to a 3PL, the consequences
such as performance of the services i.e. cost saving, timing and overall satisfaction, could
make that particular firm to expand its outsourced service to other logistics services from
the 3PL. Therefore, this research attempts to study the factors affecting the expansion of
the outsourced logistics services. However, to understand the process of a firm's decision
to expand outsourced services, the theory of behavior intention and factors affecting that
decision will be reviewed and presented in the following section.
2.3 Behavior Intention, and Intention to Expand Outsourced Logistics Services
Dick et al. (1996) explained that logistics outsourcing has been based on simple make-orbuy considerations, choosing the cheapest alternative that meets pre-established service
requirements. Fishbein and Ajzen (1975) studied the customer behavior that was the first
driving pressure fort logistics outsourcing. Customer behavior helps logistics service
providers to understand individual decision of logistics users to outsource logistics. In
their theory, Fishein and Ajzen presented a model that predicts intention to perform a
behavior, which derives from two components: an individual's attitudinal and subjective
norms.
Attitude is predicted by individual belief about a behavior. And evaluation is affected by
positive and negative feeling of people in past particularly experiences, as in Figure 2.1.
East, (1992) and Rosenberg, (1956) agree that a customer's belief comes from the
experience of personal satisfaction and belief in the trust of a customer to their provider.
Price and skill of a provider are the key factors influencing the making of satisfaction and
feeling good with the services. And a subjective norm is predicted by normative beliefs
about the desire to act as others think you should act. Subjective norm is reflected in
internal and external constraints on the act of performing the behavior (Jen-Ruei et al.,
2006), as in Figure 2.1. However, this research will not focus on subjective norms
because we need to study only individual decision.
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Figure 2.1: The Theory of Customer Intention Behavior
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Firms concentrate their intentions on core competency that is critical to survival, and
outsource logistics to service providers to provide logistics activities. Fuller et al. (1993)
proposed that an expansion in logistics service occurred because of customers' attempts
to survey the current market. Firms try to increase expertise of logistics activities instead,
and concentrate only on core activities. For example, some companies which outsource
only freight service and transport to third-party logistics providers, found they need to
take a long time to handle stock and manage material handling without experience.
Warehousing and materials handling costs might be reduced if they outsourced to
logistics' experts. Logistics service expansion does not mean initiation in logistics
outsourcing, but it means expansion of logistics activities to logistics providers for old
logistics activities.

13

2.4 Factors Influencing in Logistics Service Expansion
East, (1992) and Rosenberg, (1956) indicated that there are four major factors influencing
the expansion of logistics service providers: customer satisfaction, cost-saving, trust and
logistics expertise. Those factors related to the theoretical framework of customer
behavior intention of Fishbein and Ajzen (1975).
2.4.1 Customer Satisfaction
Customer satisfaction is becoming more significant in the logistics business. Oliver
(1980) studied the influential factors of customer satisfaction that result from a
comparison between company performance and customer expectations. If logistics
performance is higher then customer expectation, satisfaction will occur. Nowadays,
firms want to use logistics service providers for fuller satisfaction of their consumers'
needs, and to obtain competitive advantages. Thus, logistics service providers practically
turn into a sort of an extension of servicing companies and they expect some
customization of the logistics processes under their requirements. Many companies in
Singapore are satisfied with their logistics service providers and believe that they will
provide positive developments within their organizations (Bhatnager et al, 1999). The
benefits of using 3PL service providers in Singapore made Singapore a famous logistics
country in the world.
Bitner (1990) identified that customer expectation prior to a service encounter impact the
customer's evaluation of service performance and customer satisfaction. Customers also
form a predicted level of service which is the level of service they believe that
satisfaction of customers with former experience of logistics companies, should have a
positive effect on their expectations for the next service experience. Holmes and Lett
(1977) found that customers who have positive experiences were more inclined than
those with negative experiences to communicate their feelings to others. When the
customers encounter something very negative, they may even respond with denial which
serves to obliterate the memory of the negative experience altogether (Taylor, 1991).
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With service quality, word of mouth communication of past experience is a main factor
making for customer satisfaction: it will be measured by the company performance. High
quality logistics services will also be an influence on the performance of a logistics user
and customer satisfaction. This is because a logistics service provider will keep its clients
satisfied with its ability to solve problems, keep accurate records, deliver services on time
and engender word of mouth effective communication which can increase customer
satisfaction (Leuthesser and Kohli, 1995), and develop loyalty, which all affect an
increase in market share (Innis and LaLonde, 1994). On the other hand, Lee and
Billington, (1993) identified that lack of appreciation of the performance of a logistics
service provider can lead to customer dissatisfaction and unwillingness to repeat the
service.
Jarzemskis (2005) suggested that lead-times deliveries, management in stock
replenishment, management of the complicated international and domestics delivery
chains, managing of the balance between costs and quality of services, can bring
satisfaction to logistics users for increasing their requirements. In transportation services,
the basic factors in decisions about routes are under route selection influence of
customers who know exactly the transit routes of their goods. Lambert, Douglas and
Lewis (1983) argued in "Managing Customer Satisfaction to Build Market Share and
Increase Profit" that there are at least four reasons why logistics companies should focus
on customer satisfaction. First, satisfied customers are typically loyal and make repeat
purchases. Second, it may be five times more costly to attract a new customer as it is to
keep an old one. Third, a customer who has loyalty is likely to share that satisfaction with
others. Fourth, it is more profitable to sell more to existing customers than it is to find a
new customer for the same level of sales increase.
A high current level of satisfaction tends to increase a customer's contract logistics
services in the future. Their analysis also revealed that most of the user firms had made
use of logistics performance measures to assess the performance of their providers, i.e.
on-time shipment, inventory accuracy, customer complaints and shipment error. Hence, it
is hypothesized that:
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Hypothesis 1: Customer satisfaction is positively related to intention to expand the
utilization of a third-party logistics service provider.

2.4.2. Cost-Saving

Wilding and Juriado (2003) indicated that costs are a common reason for using logistics
service providers. In the highly competitive market in the logistic business, the tendency
for many companies is to try to increase outsourcing for lower cost from a third-party
logistics provider for competing with a highly competitive price. They believed in thirdpart logistics' abilities to actually lower logistics costs such as inventory cost, distribution
cost, and costs resulting from lack of environmental policies. Inventory costs can be
reduced by compressing lead times, adopting IT, and improving communication with the
partners in the supply chain. A synchronized supply chain based on common goals
among partner organizations ensures the effect of lowering distribution cost, and a lack of
product retake policy contributes to expansion through increasing resource costs and
losses in market share (Vandermerwe & Oliff, 1990). Many logistics managers agreed
that information technology is a major source of improved productivity, efficiency for
reducing cost, competitiveness as well as stimulating the development of interorganizational networks (Prasad & Sounderpandian, 2003). They also indicated that
information technologies are commonly used in the logistics industry, including
electronic data interchange (EDI), value added network (VAN), point of sales (POS),
electronic ordering system (EOS), logistics information system, computer telephony
integration, and enterprise information portals.

Montgomery et al. (2002) explained that the importance of logistics performance
measurements often requested by top management are ranked in terms of significance as
follows : cost variability, lost sales, inventory turns/finished goods, fill rate, inventory
turns/raw materials, on time delivery, order shipped complete, accurate invoice, and no
loss or damage. Ballou (1999) said that logistics cost can be measured for the profit
margin in global outsourcing as an alternative make or buy. As more organizations are
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outsourcing their products or services to global suppliers, it becomes increasingly critical
to understand and evaluate the various logistics costs because they concern transportation
across countries, warehousing of local areas, administration, order processing/customer
service, and overhead costs (Lambert et al., 1998; Saccomano, 1999). Many
manufacturers can gain the margin for using the logistics service providers to turn the
fixed costs into variable costs; the manufacturers will pay only for the logistics service
provider's output and no longer need to pay attention to recruitment, selection and
training of necessary personnel, purchase and maintenance of necessary equipment,
transport licenses, regulation governing driving hours and other legal provisions. The
manufacturer can fully concentrate, and retain capital for investing, on the core activities
of its business.
Mentzer et al. (2001) suggested that getting cost reduction from logistics outsourcing can
support the combination of service improvement and efficient operation based on
relationship of service quality with improved supply chain performance. Hamilton (2003)
recorded that chemical companies have high logistics costs, which average 10 and 20 per
cent of their revenues. So logistics outsourcing is the main activity to force a reduction in
cost. Logistics experts say that logistics service providers help them secure lower freight
rates and provide them with the full functionality of the logistics service provider's
extensive transportation, optimization, And planning and execution of technology. Lieb
and Randall (1996) and Leahy et al. (1995) also proposed the cost of service as an
important criterion for the selection of 3PL service providers, so cost savings have
affected the intention for expansion of logistic services of logistics service providers.
Similarly, Mentzer et al. (2001) suggested that cost savings have a positive effect on
intentions for expanding logistics services. So some customers are looking to value-added
services like tracing and trucking, bundled services and short lead time, under selection
on price (Milligan, 2000). Therefore, it is hypothesized that:
Hypothesis 2: Cost-saving is positively related to intention to expand the utilization of a
third-party logistics service provider.
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2.4.3 Trust
Jenkins (2000) indicated that logistics service providers should be trustworthy and should
not be difficult to work with: information sharing and trust boosts compatibility.
Similarly, Sheen and Tai (2006) identified that the organization should have high degree
of outsourced transportation and information management, emphasise quality, cost and
compatibility with high trust, by providing a lot of data sharing which results in a higher
confidence level between shipper and logistics service provider. La Londe and Cooper
(1989) indicated that trust between logistics service providers and logistics users has
proven to be a key factor in the success of logistics outsourcing relationships. They also
explained that trust is very important because it can affect the expansion of logistics
services. High trust levels in logistics outsourcing relationships can lead to customers
willing to use a service logistic provider as a one-stop service in order to reduce
transaction costs and save time on coordination between a logistic services provider and
customer. It is also associated with increase in cooperative behavior among logistics
outsourcing partners, which in turn led to higher partnership performance levels.
Gounaris and Venetis (2002) indicated that duration of relationship and quality have
influence on the trust of customers. The findings suggest that while the relationship is
still young, potential quality is only one dimension for positive influence on trust. As the
relationship matures, outcome quality also has an impact. In the final phase of
relationship, outcome quality appears in trustworthiness. Many clients decide to maintain
a relationship with a logistics service provider, and further investment in the relationship
is influenced by the extent to which the client trusts the logistics service provider, which
is developed by the quality of service. It can affect the intention for a logistic service
provider to expand their service. Similarly, Yu Tian et al. (2008) indicated that increased
trust in logistics service providers in China can be achieved by concentrating effort and
resources on keeping the customer happy (satisfaction), and the relationship would be
improved sufficiently by period of time. En the logistics business, logistics users decrease
the conflict for operating and managing logistics functions with the logistics service
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providers. For example, logistics service providers understand the nature of order
processing of their customers, understand the time to place purchasing orders (PO), know
how long is their request for booking confirmation when the time passes by. Dodd (2003)
explained that trust between logistics partners is critical to the success of a long-term
relationship. Understanding of communication, commitment, flexibility and fairness are
the building-blocks which provide the foundation for trust. Without trust, there can be no
partnership and would make it difficult for a logistic service provider to expand their
service. Trust is the key to a successful partnership. It begins at the very start of a
relationship with the partner. If you do not have trust, you should not be doing business
with the partner. Bowersox (1990) agreed that logistics service providers should have a
high degree of trust and relationship with partners, and that failure to build trust early in
the relationship may negatively affect its ultimate success. Thus, it is posited that:

Hypothesis 3: Trust is positively related to intention to expand the utilization of a thirdparty logistics service provider.

2.4.4 Logistics Expertise

Seyed-Mahmoud (2003) explained that logistics service providers who integrate their
experiences in logistics functions such as transportation management, inventory
management and value added services, increase value and competitive advantage to
logistics users. They also provided consolidated shipment, select carriers, provide
logistics information systems, and provide fleet management and operations. Logistics
service providers also negotiate rates, manage product returns, help with product
assembly and installation, and provide other fulfillment. The advantages for users
included lower logistics costs, improved expertise, market knowledge, and data access
based on the needs of the customer.

Most 3PL facilities have brought together material handling equipment and systems to be
able to handle many operational goods such as high throughput, picking efficiency, rapid
order processing, efficient use of space, and efficient processing of value added services.
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They can leverage tremendous freight volumes in contract negotiations with carriers to
receive rates lower than an individual shipper could obtain (Cooke 1998). Another
benefit of 3PL is that money is not spent on warehouse building, equipment like trucks
and forklifts, and supply chain software, all of which are charges on fixed capital. When
outsourcing, the customers can change fixed cost into variable cost by using logistics
service providers.

Razzaqe and Sirat (2001) suggested the importance of skill requirements and perceptions
of the senior logistics service providers in Singapore and Malaysia, and reported the
finding that the skills and knowledge of senior-levels of top management in logistics
companies are emerging discipline perceived to be important in performing their tasks
efficiently: so logistics expertise is one of the factors important for expansion of logistics
services. Skills have changed, with job content depending on deregulation, economic
instability, advances in information technology and globalization (Pooley & Dunn, 1994).
If 3PL service provider are to become experts in logistics service, they need to use
academic training in logistics to help and support them because academic training is
really important and significant, They must also posses functional, managerial and
interfacing skills (Herron, 1985); knowledge and understanding of the customer base,
customer service, and assertive training experiences (King, 1995), communication skills,
leadership and people skills, as well as computer literacy (La Londe & Emmelhainz,
1985), a high degree of adaptability (Gattorna, 1992), and evaluation of monetary flow,
knowledge of functions such as transportation, warehousing, forecasting, comprising the
logistics discipline, time management, as well as certain personal attributes including
enthusiasm, and self-confidence. Pooley and Dunn, (1994) proposed that knowledge or
expertise in logistic service providers is a critical factor for customer requirement to
select a logistics service provider in order to reduce cargo damage, on-time delivery,
balance stock between payments for logistics service to customer and benefits from using
logistics experts. Hence, it is posited that:

Hypothesis 4: Logistics expertise is positively related to intention to expand the
utilization of a third-party logistics service provider.
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2.5 Theoretical Framework

A theoretical framework is constructed as a logical process that links the data to be
collected and from which conclusions can be drawn relevant to the research objective.
The theory of customer intention behavior of Fishbein and Ajzen (1975) is the initial
source of the conceptual framework of this research. At the beginning, the researcher will
investigate information from many literature reviews in order to understand the meaning
of logistics outsourcing and significance accuracy for using logistics providers. On the
other hand, this study will help to understand what factors are influences on intention
behavior to use logistics service providers in many activities in supply chains.
Information will be applied as a tool in order to establish or to develop logistics services
of logistics providers to achieve customer satisfaction and optimize logistics cost.
Information is not only significant data to develop or to expand the scope of service in
response to current demand, but also is a guideline to understand change in decision
criteria of exporters to create competitive advantage based on demand growth of
international trade. Finally, the researcher will collect and analyze information from
canned foods exporters in Thailand in order that logistics service providers in Thailand
can understand the actual factors which are influences on intention to service expansion
in logistics business, and use this information to apply services and expand logistics
activities in the future.

2.6 Conceptual Framework

The main purpose of this conceptual framework is to find the interrelationship among
customer satisfaction, cost-saving, trust and logistics expertise, and expansion of logistics
service of 3PL providers. Thus, each variable will be described as a reason for using
logistics service providers and the logistics activities that they will plan to expand in the
future.
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Figure 2.2 Conceptual Framework

Customer Satisfaction
Expansion of the
utilization of 3PL service
providers

Cost-saving

Trust

Logistics Expertise

2.7 Research Hypotheses

As the dependent variable is influenced by independent variables, the hypotheses are
stated as four propositions.
Table 2.1 Summary of Research Hypotheses
Hypothesis
H1
H2
113
H4

Statement

Customer satisfaction is positively related to intention to
expand the utilization of logistics service from 3PL.
Cost-saving is positively related to intention to expand
the utilization of logistics service from 3PL.
Trust are positively related to intention to expand the
utilization of logistics service from 3PL.
Logistics Expertise is positively related to intention to
expand the utilization of logistics service from 3PL.

Direction
Positive
Positive
Positive
Positive

2.8 Summary

This chapter has explained the scope of logistics activities, logistics outsourcing,
advantages and disadvantages of using logistics service providers, the theory of intention
behavior and the effect on expansion of logistics service providers. This study focuses on
four variables that are the keys factors influencing expanding logistics service of 3PL
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service providers. The first factor, customer satisfaction relates logistics performance of
3PL service provider to customer expectation. A customer expects a 3PL service provider
to provide on-time delivery, improve stock replenishment, and reach a balance between
costs and quality of service. The second factor, cost is the first driver of a decision for
logistics outsourcing. Many companies believe that logistics service providers can
provide a competitive price and find the best logistics solution for them. The third factor,
trust between logistics partners, is a key factor to success of logistics outsourcing in a
long-term relationship (LaLonde and Cooper, 1989). Satisfaction will be achieved when
logistics users have positive trust in each other, and greatly improve efficiency by
reducing repeat monitoring costs such as documentation charges, fax charges and
telephone charges. In the last factor, logistics service providers attempt to use their past
experience and skills to efficiently monitor materials handling in warehouses and
combine supply chain activities to improve customer satisfaction.
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CHAPTER 3
RESEARCH METHODOLOGY
The objective of this chapter is to present the method of research design, target
population, sampling method, research instrument/questionnaire, data collection and
gathering procedures.

3.1 Research Design

A cross-sectional survey design is employed in this study, while the questionnaire is used
as a major data collection tool. The focus of the study is on the factors affecting the
intention to expand the utilization of logistics service acquisition from 3PLs. Canned
food exporters are targeted in this study.

3.2 Target Population and Sampling Method

Canned food exporters in Thailand are targeted as the population of this study, while the
key informants are those employees who are responsible for the logistics tasks, such as
logistics managers. The list of exporters of the Thai Foods Processors' Association is
used as a sampling frame. The total of canned foods exporters is 197 companies, divided
into six categories. The details of categories and number of exporters are illustrated in
Table 3.1.

Table 3.1: The Categories of Members of Thai Foods Processors' Association
No.

Number of Members

Categories

1

Pineapple Packers

20

2

Seafood Packers

33

3

Tuna Packers

29

4

Fruit & Vegetable Packers

33

5

Sweet Corn Packers

27

6

Trading Firms & Other

55

Source: www.thaifood.org.
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The general goal of all sampling methods is to obtain a sample that is representative of
the target population. The Yamane formula is used to calculate the sampling size, to
collect the completed questionnaires.
The appropriate sample size is 132 companies according to Yamane (1967). Estimated
error is 5 per cent and target population is 197 companies, as shown in the following
equation:
N / 1+ N(e)2
Where
Sample size
2
e

Target population
Error limit

For this study,
197 / 1 + (197)(0.05)2
131.99
Thus, a sample size of 132 companies is required in this study.
The list of the Thai Foods Processors' Association target population is only 197
companies. Thus, a census survey, i.e. collection data from all population elements, is
attractive for this research because a census survey is suitable for a small population (200
or less), eliminates sampling error, and provides data on all the individual population.
However, it was expected that 132 sets of completed questionnaire would be obtained
from 197 companies on the list of the Thai Foods Processors' Association, which is
satisfactory as it is more than 60% of the population and is adequate for measurement.
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3.3 Research Questionnaire
In the survey part, a questionnaire is used as a quantitative information collection
technique. The questionnaire was developed to identify factors influencing the expansion
of logistics services that consist of four factors: customer satisfaction, cost-saving, trust,
and logistics expertise. The structure of the questionnaire is in three parts;
Part A: 4 Factors influencing the expansion of logistics services of 3PL service
providers will be measured by giving the rate the influence of each variable. A five pointLikert scale anchoring from 1—strongly disagree to 5—strongly agree, will be employed.
Part B: the intention to expand logistic service acquisition will be measured. Also, a 5point rating scale is designed.
Part C: respondents' demographic data will be gathered.
The questionnaire is in both Thai and English for the correct understanding and
convenience of respondents.
3.4 Data Collection Procedures
A data collection method used in the questionnaire survey of canned foods industries that
are listed by the Thai Foods Processors' Association. 197 sets of questionnaires were sent
to all companies by hand or e-mail or fax at in the period February 17-28, 2009.
Telephone contacts were made to business owners, top management people, or those who
are responsible to logistics tasks in the company, asking them to respond to the
questionnaire. This was to ensure that the respondents are authorized persons who could
make decisions to expand the utilization of the service from the third party logistics
service providers. Over 132 questionnaires were returned, which is satisfactory. If the
returns were less than the expectation, telephone follow-up would have been used to
remind the targets and gain more response.
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3.5 Data Analysis

In order to analyze the data gathered in this study, the SPSS statistical package is used to
conduct descriptive data analysis and regression analysis. Descriptive data analysis aims
to provide the important characteristics of the respondents as well as their responses over
the constructs of interest in this study. Three descriptive analysis procedures are used:
sample profile, frequency tables, and descriptive statistics i.e. means and standard
deviations of the related variables. As a frequency table is "a tabulation of the number of
times that each different value appears in a particular set of values" (Burns and Bush,
2007), it is used to present the descriptive data. Its objective is to obtain the association
between a count of the number of responses and different values of the variables. The
characteristics of the responding firm will be presented in the sample profile. The level of
customer satisfaction on the current logistics service, cost saving, trust and logistic
expertise of the service providers will be analyzed and shown in frequency tables. Mean
and standard deviations of all related variables will be reported. Regression analysis, will
be used to test all hypotheses and investigate the proposed relationship between
exporters' satisfaction on the current logistics service, cost saving, trust and logistic
expertise of the service providers and exporters' intention to expand criterion variables.
As in the study there is more than one independent variable, the regression line cannot be
visualized in two dimensional space. In general then, multiple regression procedures will
estimate a linear equation of the form:
Y = a + b i X I + b2 X2 +

+ b m X n,

In this equation, the regression coefficients (or B coefficients) represent the independent
contributions of each independent variable to the prediction of the dependent variable.
Another way to express this fact is to say that, for example, variable X1 is correlated with
the Y variable, after controlling for all other independent variables. If independent
variable and dependent variable are perfectly related then the significant value would be
0.000. In most cases, the ratio would fall somewhere between these extremes, that is,
between 0.0 and 1.0. 1.0 minus this ratio is referred to as R-square or the coefficient of
determination. If we have an R-square of 0.4 then we have explained that an independent
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variable can explain around 40% of dependent variable. Ideally, we would like to explain
most if not all of the original variables. Customarily, the degree to which two or more
predictors are related to the dependent variable is expressed in the correlation coefficient
R, which is the square root of R-square. In multiple regression, R can assume values
between 0 and I. To interpret the direction of the relationship between variables, one
looks at the signs (plus or minus) of the regression or B coefficients. If a B coefficient is
positive, then the relationship of this variable with the dependent variable is positive; if
the B coefficient is negative then the relationship is negative. Of course, if the B
coefficient is equal to 0 then there is no relationship between the variables (data from
www.statsoft.com).
3.6 Pre-Test

A Pre-test usually refers to a small-scale trial of particular research components. A pretest serves as a trial run that allows us to identify potential problems in the proposed
study. This pre-test is essential to make us understand the logistics of data collection and
revise the method before starting the actual fieldwork. It is suitable to use a pilot study
for the small-scale number of this sample size.

The researcher distributed questionnaires to 30 respondents, and they were asked to fill
out the pretest questionnaire. After the questionnaire was completed by the respondents,
the researcher collected the pretest questionnaire and tested its reliability. The researcher
spent three days administering the pretest questionnaire. To have at least 30 copies of the
questionnaires in a pretest is an acceptable number.
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Table 3.2 shows a reliability analysis result gathered from 30 respondents in the pre-test.

Table 3.2: Reliability of Pre test
Constructs and items

Cronbach's alpha

No. of items

Customer Satisfaction

0.912

10

Cost Saving

0.891

6

Trust

0.830

8

Logistics Expertise

0.918

7

Expansion the utilization of logistics service

0.812

7

The results showed that the reliability of the four dependent variables in the pretest
questionnaire is alpha for customer satisfaction of 0.912, alpha for cost saving of 0.891,
alpha for trust of 0.830, alpha for logistics expertise of 0.918, and alpha for expansion the
utilization of logistics service is 0.812. Sekaran (2000) stated that if the reliability value is
more than 0.6, a questionnaire is considered reliable. Hence the pretest questionnaire is
considered reliable.
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CHAPTER 4
DATA ANALYSIS

This chapter reports the findings from of the data gathering via the, structured
questionnaire during February 17-28, 2009. The response rate was 71.06% from 140
completed questionnaires. The completed questionnaire was received from 140
respondents, which meets the appropriate sample size for a census survey. The 140
respondents are target respondents, who to be the decision makers for using 3PL service
providers in canned foods industries.

The findings from data analysis can be categorized into four parts. Firstly, the descriptive
analysis of demographic characteristics of the respondents as well as type of business,
position, type of logistics service provider is presented, followed by the comparison of
the level of the major constructs among various groups of respondents. ANOVA and ttest analyses are performed in this part. Then, the reliability and validity of the
measurement items using Cronbach's alpha coefficient analysis and exploratory factor
analysis are shown in the third part. Finally, hypotheses testing results are shown.
Regression analyses are the major method utilized in this part and the discussions of
overall findings are presented. The details of each part are presented in the following
sections.

4.1 Respondent Characteristics and Company Profile
All 140 respondents were categorized into three groups based on their working positions.
The details are shown in Table 4.1 as follows:
Table 4.1: Respondents Classified by their Working Position
Position

Frequency Percentage

Management Level

81

57.9%

Supervisor Level

27

19.3%

Officer Level

32

22.8%

Total

140

100%
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This shows that 81 respondents out of 140 respondents were management level that
indicated 57.9% of total respondents who participated in this research; 27 respondents out
of 140 respondents were supervisor level that indicated 19.3% of total respondents who
participated in this research; and 32 respondents out of 140 respondents were officer level
that indicated 22.9% of total respondents who participated in this research. However,
they all are perople who make decisions about using third-party logistics service
providers.
Next, company profile categorized by type of business and type of selected logistics
service providers. These are presented in Table 4.2, as follows:
Table 4.2: Type of Business of the Respondents
Type of Business

Frequency Percentage

Exporter

69

49%

Both Exporter and Importer

71

51%

Total

140

100%

From this Table it can be seen that 69 respondents from 140 respondents were exporters
that indicated 49.3% of total respondents who use logistics service from 3PL service
provider export activities; and 71 respondents from 140 respondents were both exporters
and importers that indicated 50.7% of total respondents. This table indicated that canned
foods exporter respondents have equal representation in the Thai Foods Processors'
Association.
Regarding type of transportation, all 140 respondents use the sea freight mode to export.
This may be because of their high total export volumes which are more than 100 tons per
month on average.
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Table 4.3: Types of Logistics Service Provider.
Types of Logistics Service Provider

Frequency

Percentage

Freight Forwarder

93

66.4%

Direct Shipping Line and Air Line

47

33.6%

140

100%

Total

Table 4.3, shows that 66.4% of the 140 respondents use logistics services from Freight
Forwarders, and 33.6% of the 140 respondents use logistics services from direct shipping
lines and air lines.

4.2 The Comparison of Level of the Major Constructs among Various Groups of
Respondents

Perceptions of the major construct i.e. customer satisfaction, cost saving, trust, and
logistics expertise, are compared between various groups of customers. First, they are
compared between two groups of respondents who perform only exporting and both
exporting and importing tasks. Then, perceptions of those constructs are compared
among respondents who use different types of Logistics Service Providers. The results
are shown in the following Tables.

Table 4.4: Comparison of Construct between Customer Satisfaction, Cost-saving,
Trust and Logistics Expertise and the Type of Business

Customer Satisfaction

Mean
Both Exporter
and Importer
3.637(0.532) 3.533(0.445)

Cost Saving

3.811(0.617)

3.920(0.387)

1.270

0.207

Trust

3.695(0.464)

3.565(0.298)

1.973

0.051

Logistics Expertise

3.426(0.590)

3.269(0.397)

1.839

0.068

Constructs

Exporter

Remarks: Standard Deviations are presented in the parentheses
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t-score
1.257

p-value
0.211

In table 4.4, we use t-test method to compare between independent variables and type of
business because the answers of type of business in the questionnaires have only two
answers i.e. Exporter, and Both Exporter and Importer. The result shown that customer
satisfaction with exporters was meaning 3.637 with standard deviation of 0.532; and with
both exporter and importer, the mean was 3.533 with a standard deviation of 0.445. Cost
saving for exporters, was mean 3.811 with standard deviation of 0.617, and with both
exporter and importer the mean was 3.920 with standard deviation of 0.387. Trust with
exporter, had a mean of 3.695 with standard deviation of 0.464, and with both exporter
and importer the mean was 3.565 with standard deviation of 0.298. For logistics expertise
with exporters, the mean was 3.426 with standard deviation of 0.590, and with both
exporter and importer the mean was 3.269 with standard deviation of 0.397.

Based on the outcomes of t-tests, the impact of type of business on customer satisfaction,
cost-saving, trust and logistics expertise, showed a significance level equal to 0.211,
0.207, 0.051 and 0.068 (which is higher than a significance level of 0.05) which implies
that the null hypotheses were not rejected. There is no significant impact of the type of
business on customer satisfaction, cost-saving, trust and logistics expertise. Thus, if a
canned foods company is an exporter only, customer satisfaction, cost-saving, trust and
logistics expertise on intention to expand the utilization of logistics service show no
significant impact higher than canned foods companies which are both exporters and
importers.

Table 4.5: Comparison of Construct among Customer Satisfaction, Cost-saving,
Trust and Logistics Expertise with Type of using Logistics Service Provider
Mean
Direct Shipping
Freight
Constructs
Line and Air Line
Forwarder
3.614(0.436)
3.569(0.518)
Customer Satisfaction
3.865(0.518)
3.869(0.515)
Cost Saving
3.579(0.307)
3.654(0.429)
Trust
3.401(0.363) .
3.319(0.564)
Logistics Expertise
Remarks: Standard Deviations are presented in the parentheses.
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t-score
0.504
0.042
1.063
0.901

p-value
0.615
0.966
0.289
0.303

In Table 4.5, we use the t-test method to compare between independent variables and
type of using 3PL because the answers about the type of business in questionnaire have
only two answers i.e. Freight Forwarder, and Direct Shipping Line & Air Line. The result
shows that customer satisfaction with freight forwarder, was mean 3.569 with standard
deviation was 0.518 and with direct shipping line and air line, was mean 3.614 with
standard deviation of 0.436. Cost saving with freight forwarder, was mean 3.869 with
standard deviation of 0.515, and with direct shipping line and air line, was mean 3.865
with standard deviation of 0.518. Trust with freight forwarder, was mean 3.654 with
standard deviation of 0.429, and with direct shipping line and air line, was mean 3.579
with standard deviation of 0.307. Logistics expertise with freight forwarder was mean
3.319 with standard deviation of 0.564, and with direct shipping line and air line, was
mean 3.401 with standard deviation of 0.363.
Based on the outcomes of t-tests, regarding the impact of type of business on customer
satisfaction, cost-saving, trust and logistics expertise, a significant difference among
groups was not found since significance levels were 0.615, 0.966, 0.289 and 0.303
respectively. Thus, for the canned foods industry, those firms who use logistics service
from freight forwarder or have contact directly with shipping lines and air lines do not
have a different level of satisfaction, cost-saving, trust and logistics expertise and
intention to expand the utilization of logistics service.
4.3 Reliability and Validity of the Measurement Items
Cronbach's alpha and exploratory factor analysis of all measurement items were
performed. The results are categorized into three parts: the results of Cronbach's alpha
analysis, factor analysis, and Cronbach's alpha analysis for the decomposed constructs.
4.3.1 Cronbach's Alpha Analysis Results
The reliability of the research tool was examined using Cronbach's alpha analysis, while
exploratory factor analysis was performed to verify the validity of the measurement
items.
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The Cronbach's alpha analysis was performed for the measurement items of each
construct i.e. customer satisfaction, cost-saving, trust, logistics expertise and intention to
expand the utilization of logistics service. An alpha coefficient of more than 0.7 indicates
sufficient reliability of the measurement constructs (Nunnally, 1978). The result from the
reliability Table show that alpha coefficients for customer satisfaction, cost-saving, trust,
logistics expertise and expansion of logistics service, are 0.862, 0.839, 0.712, 0.776 and
0.704. This result indicates that all independent variable are suitable for measurement
with dependant variable for the study. The reliability analysis results are shown in the
following Table.
Table 4.6: Reliability of the Main Constructs
Cronbach's
Alpha
0.862
0.839
0.712
0.776
0.704

Main Constructs
Customer satisfaction
Cost-saving
Trust
Logistics expertise
Expansion of logistics service

No. of
Items
10
6
8
7
7

4.3.2 Factor Analysis Results
As the main objectives of factor analysis are (1) to reduce the number of variables and (2)
to detect structure in the relationships between variables, which is to classify variables,
the exploratory factor analysis is performed here. Its results should ensure that all
questions in the questionnaire are suitable to measure each independent variable. The
results are as follows:
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Table 4.7: Factor Analysis Results
Question

Component
1

SI
S2
S3
S4
S5
S6
S7
S8
S9
S 10
Cl
C2
C3
C4
C5
C6
T1
T2
T3
T4
T5
T6
T7
T8
El
E2
E3
E4
E5
E6
E7
II
12
13
14
15
16

0.506
0.417
0.692
0.770
0.800
0.826

Dimensions

Remark

0.798
0.840
0.790
0.654
0.603

Service Performance

KMO = 0.863; x2= 615.728;
sig value = 0.000 and total
variance explained = 62.739%

0.717
0.858
0.840

Suitable Price

2

Deleted
Deleted
Service Quality

0.646
KMO = 0.772; x2= 371.900;
sig value = 0.000 and total
variance explained = 73.047%

Cost Reduction

0.770
0.892
0.819

Honesty

0.764
0.752
0.656
0.578

Reliability

0.645
0.691
0.737
0.585
0.864
0.865
0.606

Knowledge

KMO = 0.779; x2= 266.216;
sig value = 0.000 and total
variance explained = 62.177%

Skill

0.626
0.803
0.727
0.766
0.624
0.810
0.786
0.621

KMO = 0.736; x2= 198.619;
sig value = 0.000 and total
variance explained = 51.324%

Expansion

KMO = 0.714; x2= 114.708;
sig value = 0.000 and total
variance explained = 47.474%

Future Plan
0.596
0.504
17
0.722
Remark: sl -s10 measure customer satisfaction; cl-c6 measure cost-saving, tl-t8 measure trust, el-e7
measure logistics expertise and il-i7 measure intention to expand logistics service. See the details of the
measurement items in Appendix B.
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KMO of 0.863, 0.772, 0.736, 0.779, 0.714 and significant Bartlett's Test for the
measurement items of satisfaction, cost, trust, logistics expertise and intention to expand
logistics service indicate that the data are sufficient and appropriate to be analyzed by the
exploratory factor analysis method. From Table 4.6, all questions in the questionnaire are
suitable to be used to measure the main constructs except S4 and S5 in which their
loadings are illustrated in two components. To purify the scale, both are removed from
the analysis. Based on the outcomes of factor analysis, each variable can separate into
two components. Regarding the literatures and content provided by each item, all
constructs could be decomposed into two.

Customer satisfaction could be decomposed into satisfaction of quality of service and
service performance. As such the concept measured in each item was considered. All
measurement items can explain satisfaction around 62.739%.

Similarly, cost-saving could be decomposed into 2 dimensions. As such the concept
measured in each item was considered. Consequently, as suggested by the exploratory
research results, all constructs were categories into 2 dimensions namely suitable price
and cost reduction for the second construct, cost-saving. All of them can explain cost
saving around 77.04%.

Similarly, trust could be decomposed into 2 dimensions. As such the concept measured in
each item was considered. Consequently, as suggested by the exploratory research
results, all constructs were categorized into two dimensions namely honesty and
reliability for the second construct, trust. All of them are suitable to explain the intention
to expand the utilization of logistics services at around 51.32%.

Similarly, logistics expertise could be decomposed into two dimensions. As such the
concept measured in each item was considered. Consequently, as suggested by the
exploratory research results, all constructs were categorized into two dimensions namely
knowledge and skill for the second construct, cost-saving. All of them are suitable to
explain the intention to expand the utilization of logistics services at around 62.17%.
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Also, intention to expand logistics service could be decomposed into two dimensions. As
such the concept measured in each item was considered. Consequently, as suggested by
the exploratory research results, all constructs were categorized into two dimensions
namely expansion and future plan for the second construct, intention to expand logistics
service. All of them are suitable to explain itself at around 47.47%.

4.3.3 Reliability of the Decomposing Constructs

From analysis, it shows that the analysis was a Cronbach's alpha test to ensure reliable
measures of the proposed constructs. The reliabilities were 0.783 for service
performance, 0.829 for service quality, 0.787 for suitable price, 0.828 for cost reduction,
0.671 for honesty, 0.630 for reliability, 0.747 for knowledge and 0.739 for skill. Thus, the
measuring instrument achieved satisfactory levels of reliability as all items yield a value
of more than 0.6 (Sekaran, 2000, stated that if the reliability value was more than 0.6, a
questionnaire is considered reliable).

Table 4.8: Reliability of Dependent and Independent in the Questionnaires after the
Factor Analysis
Construct
Customer Satisfaction
Cost-saving
Trust
Logistics Expertise

Dimension
Service Performance
Service Quality
Suitable Price
Cost Reduction
Honesty
Reliability
Knowledge
Skill

Cronbach's
Alpha
0.783
0.829
0.787
0.828
0.671
0.630
0.747
0.739

No. of
items
3
5
3
3
4
4
3
4

4.4 Hypothesis Testing Results

In this section, association between independent variables and dependent variable are
examined by using the SPSS program. In this study, a Multiple Linear Regression
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Analysis is applied to test the hypotheses at 95% of confidence level. The hypotheses of
this research are assumed to test the relationship between independent variables which
are customer satisfaction, cost-saving, trust and logistics expertise and the dependent
variable which is determination of expansion of 3PL.
Table 4.9: Regression Analysis Results
Unstandardized
Coefficients
Std.
Predicted Variable
B
Error
(Constant)
1.979
0.309
Customer Satisfaction
0.039
0.067
0.060
Cost Saving
0.087
0.082
Trust
0.136
Logistics Expertise
0.285
0.066
a Dependent Variable: Intention
F = 13.022; p-value = 0.000(a)
R = 0.528; Adjusted R-square = 0.257

Standardized
Coefficients
Beta
0.050
0.118
0.140
0.378

t-score
6.413
0.573
1.455
1.655
4.318

p-value
0.000
0.568
0.148
0.100
0.000

As discussed previously, the ANOVA Table showed the level of significance of the
regression model. The significance value of 0.000, which was less than 0.05, indicated
that this model was significant at a 95% level of significance, meaning that there was a
significant relationship between customer satisfaction, cost-saving, trust and logistics
expertise and intention to expand the utilization of logistics services.
The result showed a moderate correlation between customer satisfaction, cost-saving,
trust and logistics expertise and intention to expand the utilization of logistics services
since the R was 0.528 out of the highest probability of one. The adjusted R 2 , called
coefficient of determination, is usually used to measure the goodness of fit of the
regression model. Adjusted R2 of 0.257 implies that intention to expand the utilization of
logistics services from 3PL service providers could be explained by customer
satisfaction, cost-saving, trust and logistics expertise, at 25.7 per cent.
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However, this Table showed the beta coefficient of each independent variable i.e.
customer satisfaction, cost-saving, trust and logistics expertise on intention to expand the
utilization of logistics services. The significance value of 0.000 of logistics expertise
indicates that there is a positive and significant effect of logistics expertise on intention to
expand the utilization of logistics services. Therefore, at 95% level of confidence,
logistics expertise significantly impacts intention to expand the utilization of logistics
services from 3PL service providers.

Table 4.10 Regression Analysis Results after the Factor Analysis
Unstandardized
Coefficients
Std.
Predicted Variable
B
Error
(Constant)
0.442
1.316
Service performance
-0.049
0.059
Service Quality
0.091
0.161
Suitable price
-0.001
0.086
Cost Reduction
0.077
0.005
Honesty
0.087
0.271
Reliability
-0.087
0.100
Knowledge
0.078
0.087
Skill
0.328
0.076
a Dependent Variable: Expansion
F=7.849; p-value=0.000(a)
R= 0.569; Adjusted R-square = 0.283

Standardized
Coefficients
Beta
-0.066
0.164
-0.001
0.005
0.253
-0.079
0.106
0.363

t-score
2.976
-0.823
1.779
-0.006
0.059
3.108
-0.871
1.110
4.314

p-value
0.003
0.412
0.078
0.995
0.953
0.002
0.385
0.269
0.000

As discussed previously, the ANOVA Table showed the level of significance of the
regression model. The significant value of 0.000, which was less than 0.05, indicates that
this model was significant at a 95% level of significance, meaning that there was a
significant relationship between service performance, service quality, suitable price, cost
reduction, honesty, reliability, knowledge, skill and intention to expand the utilization of
logistics services.

The result showed a moderate correlation between service performance, service quality,
suitable price, cost reduction, honesty, reliability, knowledge, skill and intention to
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expand the utilization of logistics services, as the R was 0.569 out of the highest
probability of one. The adjusted R 2, called coefficient of determination, is usually used to
measure the goodness of fit of the regression model. An adjusted R 2 of 0.283 implies that
intention to expand the utilization of logistics service from 3PL service providers could
be explained by service performance, service quality, suitable price, cost reduction,
honesty, reliability, knowledge and skill, at 28.3 per cent.
However, this Table showed the beta coefficient of each independent variable i.e. service
performance, service quality, suitable price, cost reduction, honesty, reliability,
knowledge and skill on intention to expand the utilization of logistics services. The
significance value of 0.002 of honesty on trust, and 0.000 of skill on logistics expertise,
indicate that there are positive and significant effects of both trust and logistics expertise
on intention to expand the utilization of logistics services. Therefore, at a 95% level of
confidence, both trust and logistics expertise significantly impact intention to expand the
utilization of logistics service from 3PL service providers. However, the standardized
beta indicates that skill on logistics expertise had a higher impact on intention to expand
the utilization of logistics services than honesty on trust.
The findings of data analysis from the regression model is shown in Table 4.11:

Table 4.11: Summary of Hvnotheses Testin
Hypothesis
Statement
Customer satisfaction is positively related to intention to
H1
expand the utilization of logistics service from 3PL.
Cost-saving is positively related to intention to expand
H2
the utilization of logistics service from 3PL.
Trust are positively related to intention to expand the
H3
utilization of logistics service from 3PL.
Logistics Expertise is positively related to intention to
H4
expand the utilization of logistics service from 3PL.
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Results
Not
Supported
Not
Supported
Not
Supported
Supported

4.5 Discussion of the Findings
Significant relationship between customer satisfactions, cost-saving, and trust on the
intention to expand the utilization of logistics services, were not found as expected. Only
logistics expertise was found to be significantly related to the exporters' intention to
expand the use of the third party logistics service providers. The finding was inconsistent
with the previous research such as the study by Taylor (1991) which indicated that
service quality is a main factor in making customer satisfaction and also influences the
performance of logistics users. And, Wilding and Juriado (2003) indicated that costs are
the common reason for using logistics service providers.
However, the study of La Londe and Cooper (1989) stated that trust between logistics
partners is a key factor in success of logistics service providers for their expansion with
logistics users, and Pooley and Dunn (1994) also proposed that skill and expertise in
logistics service providers is a critical factor for requirement to select logistics service
providers, and these are related to the result for data analysis in table 4.10 in which the
significance value for honesty is 0.002, and the significance value for skill is 0.000,
which are not greater than 0.05. Customer satisfaction and cost-saving in the literature
review cannot be applied in this study because in the canned foods business in Thailand
price and satisfaction are not the major factors for using logistics services; hence they are
willing to pay a higher price, if they understand that service return are at a reasonable
level. Awareness and reputation of logistics service providers should not be ignored
within this business type.
Even though, some research findings were found to be inconsistent with the previous
research, as discussed above, they were not opposite to those previous research findings
since the impacts of customer satisfaction, cost saving, and trust on intention to expand
are found to be positive but not significant. This indicates that the directions of the
impacts of those key factors are as proposed. The insignificant relationships might be
related to other external factors. To confirm these relationships, three in-depth interviews
with Thai canned food exporters were done. The results indicated that some external
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factors such as government force, legal force and local economic force had some impact
on customer decisions. The impact of local economic force on intention to expand the use
of the third party logistics service providers was frequently mentioned by all key
informants. They also stated that the type of business is another important factor that
provides an impact on the exporters' decision to use third-party logistics service
providers. Moreover they would change their business practice, i.e. to use or not use the
third party logistics providers, when they have get pressure from their customers abroad
or when they are in highly competitive situations. For example, in the agricultural
industry, there may be no need to use more logistics services besides normal logistics
services because they feel discouraged and do not want to expand their business under
highly competitive situations. When facing more business competition, those agriculture
companies may seek out new markets or new suppliers who could provide cheaper
materials and components throughout the country. Thus, it is an opportunity for the
logistics outsourcing or logistics service providers to expand market share. When those
companies find new suppliers who are in Africa, the current logistics provider can expand
their services, such as freight services, trucking services, and export customs services for
these routes. In addition, the key informants also indicated that government is another
party that is involved with logistics activities, which could affect their decisions because
government is concerned with infrastructure such as transportation, both domestic and
international networks. An example of government supports is the construction of the
road to link Thailand to Malaysia, Laos PDA, Cambodia, Myanmar and so on. As such,
transportation would be expanded. Moreover the government policy could also support
exporters to invest or expand their business such as reducing import duties, offering new
forms of SME, and loaning money.
Considering the relationship between each dimension of trust and logistics expertise on
the intention to expand the utilization of logistics services, the data analysis results
indicates that only honesty and skill significantly impact the intention to expand the
utilization of logistics services. For logistics services, there are many fixed costs in
operations, such as warehouse building, material handling equipment, supply chain
software and so on. Logistics expertise can support their skill and experience to manage
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all logistics activities to fulfill customer requirements, which is better than doing it one's
self. Honesty is an important dimension of trust in a logistics service provider. Since
customers expect logistics service providers do business in an ethical manner, and
minimize product damage.
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CHAPTER 5
CONCLUSION AND RECOMMENDATIONS
This chapter contains the conclusion of this research project, and recommendations..
Furthermore, it also discusses the limitations of the study and the opportunities for further
study derived from this research

5.1 Research Conclusion

The data analysis found that the influential factors to the intention to expand the
utilization of logistics services are trust and logistics expertise. Factor analysis results
indicated that there is more than one component which can explain each independent
variable. The regression analysis result also indicated that there is only one component
from trust and one component from logistics expertise which influence the intention to
expand the utilization of logistics services; these are honesty and skill. Another six
factors i.e. service performance, service quality, suitable price, cost reduction, reliability,
and knowledge do not significantly impact the intention to expand the utilization of
logistics services. Moreover, the result found that three hypotheses have no significant
effects on intention to expand the utilization of logistics services; the three are customer
satisfaction, cost-saving, and trust. It indicated that now logistics users are not focused on
price even though an economic crisis is occurring worldwide: they believe that logistics
service providers who have high experience and skill, will provide the best logistics
solution and help their business to survive in this situation. And logistics service
providers who provide their service based on ethics and never deceive their customers,
will make their customers trust their services and strongly attract these customer to reuse
the service. Thus, logistics service providers should develop their current logistics
services to minimize mistakes and run the business ethically in order to expand their
logistics services to their customers.

Service providers are concerned about the factors that create skill for all staffs. Hence, it
is logical that in the competitiveness of all players in satisfaction, cost and trust with 3PL,
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most of the major players can provide almost the same, with no obvious differences, so
the skills of a service provider can be the other critical competitive advantage over other
players.
To create skills, service providers should lay the major focus on academic training in
logistics.

Based on the literature review, they should have the knowledge and

understanding of the customer base, customer service, and assertive training experience
(King, 1995) communication skills, leadership and people skills, as well as computer
literacy (La Londe and Emmelhainz, 1985), a high degree of adaptability (Gattorna,
1992), evaluation of monetary flow, knowledge of functions such as transportation,
warehousing, forecasting, comprising the logistics discipline, time management as well
as certain personal attributes including enthusiasm, and self-confidence. Also, they can
reinforce their skills by creating corporate trustworthiness and presenting the talents of
their employees.
As the study tested the hypotheses and responses to the research questions, the research
objectives are fulfilled, since the study can now identify important factors which are
helpful to generate effective information and use them as effective guidelines for their
businesses.
5.2 Recommendations
The results of the hypotheses suggested that logistics service providers should create trust
and logistics expertise, especially honesty and skill. It is not easy to make customers
believe in the trust and skill of their logistics service providers: it depends on them
having good experience with their service provider. Thus, logistics service providers
should be careful in every service they perform in order to create trust and a willingness
to reuse and sometimes expand into other services. Moreover, logistics service providers
should develop their service by implementing new technology to create new services,
such as tracking the shipment status via the company's website, checking the cargo by
RFID system, and so on. Because logistics users in the study focus on services accuracy
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such as accuracy in the documentation, accuracy in delivering the cargo on time in full,
accuracy in store and cargo contained in the warehouse, they should be consulted.
Although technology implementation affects an increase in the cost of operation, while
also affecting accuracy of logistics services and evaluating new logistics services, the
outcome is accepted in the hypotheses results.
Furthermore, it will be for the director of the company in Thailand, or in other developing
countries which have similar environments as Thailand, to provide this efficiently and
successfully.
5.3 Recommendations for Further Study
As this study was designed within the a scope of study limited to intention to expand the
utilization of logistics services from 3PL, there are further opportunities for future
research into supply chain management as well as management disciplines, as below;
Why and how does each factor influence determination of expansion of 3PL?
Such research will study factor by factor, in depth, in order to find the causes of
influence and its influence.
How do customers perceive the skill and honesty of their 3PLs, and how can a
company create strongly skilled employees and make the logistics users to
understand their honesty? Such research findings will support logistics users or
service providers in how to create their skill and honesty that finally create sales
and partnerships.
The influence of logistics expertise and trust on expansion of logistics service can
be applied for real action. This study focuses on intention to expand logistics
services, but the result may be different in real-life.
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Since independent variables could explain only 32.4 percent of determination of
expansion of 3PL, some other psychological variables could be added to the
conceptual framework, such as age, gender, education and employment. And also
variables connected to external environmental factors such as economic,
government policy and climate might be explained.
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APPENDICES

APPENDIX A
Questionnaire

A survey of exporter intention tor expansion of logistics services
This survey is to study your intention for expansion of logistics services from third-party
logistics service providers. This survey is part of Master of Science in Supply Chain
Management, Assumption University. The purpose of this survey is for academic only;
no any part of it is for commercial use. However, we would encourage you to give us
your information on the basis of true reality to support this study.

PART 1: Company Profile
Please provide the correct information about your company in the statements listed
below:
1. Company Name
2. Company
Address
2. Position
El Supervisor Level Cl Officer Level

0 Management Level

El Other

3. Type of product or service
4. Number of employee
5. Type of business
CI Exporter

CI Importer

El Both Exporter and Importer

(INCOTERM)
6. Type of transportation that you use most
0 Land

El Sea

CI Air

CI Other

7. Logistics service provider that you use most
CI Freight Forwarder

El Transportation Company

CI Direct Shipping Line or Air Line

El Other

8. Volume (per month)
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PART 2: Factors influencing to Expand Logistics Service from Logistics Service
Provider
Read each one carefully, then, use the scale below, decide the extent to which it actually
applies to you. For best result, answer it as truthfully as possible according to the
following scale and put (X) on the number.
=
5
Strongly Agree
4
=
Agree
=
3
Neutral
2
=
Disagree
1
Strongly Disagree
Scale Level
Factors Influencing in Logistics Service Expansion
Customer Satisfaction
9.1 You are satisfied with the quality of your 3PL services.
9.2 You had pleasant experience with the major 3PL firm(s).
9.3 You enjoyed the valuable relationship with your 3PL firm(s).
9.4 Your 3PL firm(s) can provide the best logistics solution when over
expected problem is occurred.
9.5 The employees of your 3PL firm(s) are always cheerful.
9.6 Your 3PL firm(s) has high experience.
9.7 Your 3PL firm(s) is the best company.
9.8 Your 3PL provide services immediately.
9.9 Your 3PL provide can fulfill your requirements.
9.10 Services from your 3PL are over your expectation.
Cost-saving
10.1 You can negotiate with your 3PL firm(s) in term of prices.
10.2 The price charges by your 3PL firm(s) are excessive.
10.3 Your 3PL firm(s) charges you at reasonable price.
10.4 You can reduce the operation cost when you use 3PL.
10.5 You can reduce the logistics cost when you use 3PL.
10.6 Logistics cost is not exceed your expectation.
Trust
11.1 Your 3PL firm(s) always makes your company's welfare, and never
did anything to hurt your company's welfare.
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5
Strongly
Agree

4
Agree

3
Neutral

2
Disagree

I
Strongly
Disagree

Scale Level
Factors Influencing in Logistics Service Expansion
11.2 You believe that your 3PL firm(s) does business under the ethics.
11.3 You are willing to share the confidential information to your 3PL.
11.4 You trust with your 3PL.
11.5 Your 3PL firm(s) decide the logistics service instead you when you
are not available.
11.6 Your 3PL firm(s) has more reputation.
11.7 Your 3PL firm(s) has more reliability.
11.8 In case of damage cargo, your 3PL firm(s) can compensate.
Logistics Expertise
12.1 Your 3PL firm(s) has a right job even without your control.
12.2 Your 3PL firm(s) has exactly understanding in supply chain
activities.
12.3 Your 3PL firm(s) can solve the problem when you require.
12.4 Your 3PL firm(s) has accuracy in documentation and information.
12.5 Your 3PL firm(s) has accuracy in deliver the cargo on time in full.
12.6 Your 3PL firm(s) has accuracy in storage and contains the cargo in
warehouse.
12.7 Your 3PL firm(s) can consult you when you require.
Intention to Expand the Utilization of Logistics Service
13.1 You would feel satisfy if you use more logistics service offered by
your 3PL
13.2 Your company can save its operation costs if it use some more
logistics service from your 3PL
13.3 Your company plan to use more amount of logistics service from
your 3PL
13.4 You plan to expand business with your 3PL firm(s).
13.5 You plan to look for a new 3PL firm(s).
13.6 You know your 3PL firm(s) has multiple logistics services.
13.7 you would like expand to others when your company have the
requirement in the future.

Thank you
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5
Strongly
Agree

4
Agree

3
Neutral

2
Disagree

I
Strongly
Disagree

autalEungLIATII4AmolulunnriitntiOnimalOgyielilikilrrniANAndlanmimLAN
LLIJ1.1219UniLtiTui%171 -rfnaltaAnlornAgiRnminnspi2RulglErmulnlsTAanAraleTAlrrITTaAasiin6
9
611J1J611MLAN (Third-Party Logistics Service Provider) l9al?.°561/ifillinEl d'111119 /4?J1,0111`letl?iNleslffi
n1TA'Matil9

lidn'IVRIMLlin1TH1131T141:11XliinlAwlankuurtimvs19 6.11,1N n-171'i-Erthtlictiii,trlikITAErrt-faiviiii
mIgnwrllaehrinili'qn-n-i9iqtivni4 qt-11Zuivmpri@ 3,1141)11E11

6-aitaliql °11@i,u1R4114ilrg1111111.6

,
- .
@:1411
111.11.17:53J -JaNalunivn--naflOaiiiniItNLNErnuanbIEALLa:ALvidliailaied-m191

1111

-

fintzepi EllfliT@T@UlAIII'qt-anfriari-anTalvilton at, i@niall
dTtill 1 41D311MT,1111 (Company Profile)

1 611 tIJS9 V1
2. P11661)11:0
❑ V.,-K1J41.111)11S

❑ TZG11JVT9VI9H'itl

-

❑ 2,1'PLnAnInl mivirA1l

❑t

TL-11

3. 1in'6d111111`a4aall
4. 41141411,111n1914;1-1143-1M

5. 6intnarimITris
1.3

n

❑ eT11 -) Lin

❑ e,,,m1flflnu,fl:.-e,..111-)01-1

(INCOTERM)
,

6. ri11411T1Ji/117211.16,9a113 612-1J1,61J9J1q1,11-6M 4-11
❑ 11 -1,3un

❑ yrrna
o

❑ rw@nnig

❑ 'Aci.t 9

7. d-1141,11
❑ 1ii3 1iiiliWf1111.11-1A\IR1441 (Freight Forwarder)
❑ rion-nAufla (vilaalun-n-riu) IVIn11.9

o tri-gyrnua,l avAi (Transportation Company)
-

Tn.),

8. 1.11111flataliii'916,9 (via all e194)

58

7,
atauwl 2 41P'0 qpail tnliiJ1194ili131V•Mi2111514111.13
1
1115'&114TA AAIlif`TIMA'94'1161,41_11flig

irl TISAI M_Iin -l*NIMNA n691nu31:44,1Nuirm tmuin
meunq Oi LAnyalvintm Alm

LmiNinnti (x)
5
4
3 '
2
1

=
=
=
=

L'ILIPAI`a d'll ill
Sai'm
11.161,1,03
11i 1111t A''D tl
A'qt.ra
o
1:: XL, F1713.1A A 6111.1
Lolluoi'qvati-mii4 (--> ilivOupi'lfratii4ii4
1
5
4
3
2

FV1111 A ovainvalvilu

A rnaielMak
ViltlE189-134A1M1911,API cunl vuLLa nil mlull,71/rPuin -i
Villdiltk,AU flin11141riu vigil eilhilins
v1-nalpyradwuiTatim_1301141,1Yuinls
.1
LW&inegjviviiAim m A 1 ul1 v1eil19fOrr-1s7mn51166nnIclivill,k1l1att1-1lM
warmirlitlili-VI

-

imalvi -rufiallYrulmnam

PuirrynlvinucrItiViinvunn n-G1
tlimPitiinlmviluoluci3thichkiinlaifilmLvilfivilusnriVi
rnsl?A'iffnwmyu3gvie.:NuinnJi1Vrl3JJ19l7T61Jb
fl1S1IY1113711511'all K1111N1J3frITA13.11TO vituma'alm9134kalrinvntviiul,fri
VildViWil
,
rnilhilnimaquigin 0
3 11fInn TM Lrnanynon MI-11E

nin A Fill612N121
Yi11,10113,111flPi W`r1Al ii1J1Jigil Pirin -nlA'
tiliilliOnngiommlLoANChtlAwftruinnT
1.139TVIIAlrifIl SA Mr1M11k?i'll LV1.11n11,1
harl419411K2r115ValVi'lld0M611Yi'1141.41_13TrIniM,I1J11;-7101%1111T
PilliAldiT1raW4ankyalifin1aummCduin461inThnnilvul1Jyiel11)fu3n -1s
Piq111111411,AW4611-144i1711,1111'11/13.1n4i114;illi

59

miliii-Agi'a
113-gmeT1,1)1LiinnJ11.11,nuiravimielncw°11
TimaiiMnuiivi e,;,711,fu3n-mI-wniiqu AT-1193m pnao4neusin
Iii-nagalAuaililtriltapalquktmtilgoviliYiriuulgvi(1,1aulins
1411A1,91,1,i1J311'1511011131N TAO n n J‘

Ti-mll'Ailim
vigvle111131tilnn

atiinqTgatal9OhuTAWInKinauvilullanstilfivinul,1,10;MQn
k LAN
,

Iliglil VP111n1T1;ihniib''"ifiTh.,1-iLiid a

laanniMuoinCtimillsmagyieTAI3n-ini-mlscriimliinLiiUMULLrivinIA'lA
Armatierifitimiloiliutql4-inif
1.11411 e,1WfulnnTiinl-nalPadnlq n Pal 1.1111.dillIOUld nalgral1,4111,11n71_13.1
1111 Y11,1)11J1111511P19'13.101'119 thl 0911Li1E19 eltlfliV7Y1111AlfilT'n111111'111
1119;141,114113111JTMI1S0 11,M1111RJ1A110i 0114a till 'M I,3%1,11011EUVI1
,

1J14Y1 01)11111'1 Kfrl ii1it n z mLa rif a wig111Pa ti11y, n Afl 1 a L-ai lin

iligvi e,„TlAulnns4'nilAukilkatiql k A' l 61M:',P1S1frit OM
iili'rePuln-ffunium:Ao0itialiakAlp411,Pati-mqnA''alunta
lunsciaVvi-lui(m.hollaTtivigit

n

tiin-mramnIAA-rdiniffrviq uIA'

n-mitrit1114iT115
r

Yill4lifaluCvw olAi761.Euirnlifiana-intili'm,.1'1131iiin-ITail.1

irimavanTn

hirrunns4-mn176'-vinuloffilin-IlLiitetalnOgviejlcaiiinls

CAD
viTallatj19:',1,4ilin-nkrutwlankfiwiiialnul-gine,711)1trfnmA'1.1
viqUil1,011117119L'IltrIEl pri916aZlil_13111T9 -1110gVICilgivin -lTS13,114'1nCa

viluillAIA9r,X141/1'11.119111Cilkiln-isrulanil
ThuvirAdmli'vie:11?4Ormiluin-iscivivinvImuaz-,vi ndiflln ITikelif

uln-A LIAA'atA'1119,1 Liianqnwitln-isluunmpi
1 2 / g J IN gL' Qat .......

60

APPENDIX B
Measurement items details
Measurement Items
Measurement items details
Construct
Customer
sl
You are satisfied with the quality of your 3PL services.
Satisfaction
s2
You had pleasant experience with the major 3PL firm(s).
s3

You enjoyed the valuable relationship with your 3PL firm(s).

s4

Your 3PL firm(s) can provide the best logistics solution when
over expected problem is occurred.

s5

The employees of your 3PL firm(s) are always cheerful.

Cost Saving

s6
s7
s8
s9
slO
cl

Your 3PL firm(s) has high experience.
Your 3PL firm(s) is the best company.
Your 3PL provide services immediately.
Your 3PL provide can fulfill your requirements.
Services from your 3PL are over your expectation.
You can negotiate with your 3PL firm(s) in term of prices.

Trust

c2
c3
c4
c5
c6
tl

The price charges by your 3PL f►rm(s) are excessive.
Your 3PL firm(s) charges you at reasonable price.
You can reduce the operation cost when you use 3PL.
You can reduce the logistics cost when you use 3PL.
Logistics cost is not exceed your expectation.
Your 3PL firm(s) always makes your company's welfare, and
never did anything to hurt your company's welfare.
You believe that your 3PL firm(s) does business under the
ethics.
You are willing to share the confidential information to your
3PL.
You trust with your 3PL.
Your 3PL firm(s) decide the logistics service instead you when
you are not available.
Your 3PL firm(s) has more reputation.
Your 3PL firm(s) has more reliability.
In case of damage cargo, your 3PL firm(s) can compensate.
12.1 Your 3PL firm(s) has a right job even without your control.
12.2 Your 3PL firm(s) has exactly understanding in supply
chain activities.
12.3 Your 3PL firm(s) can solve the problem when you require.

t2
t3
t4
t5

Logistics
Experti

t6
t7
t8
el
e2
e3
e4

12.4 Your 3PL firm(s) has accuracy in documentation and
information.
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e5
e6

Intention to
Expand
Logistics
Service

e7
il
i2
i3
i4
i5
i6
i7

12.5 Your 3PL firm(s) has accuracy in deliver the cargo on time
in full.
12.6 Your 3PL firm(s) has accuracy in storage and contains the
cargo in warehouse.
12.7 Your 3PL firm(s) can consult you when you require.
13.1 You would feel satisfy if you use more logistics service
offered by your 3PL
13.2 Your company can save its operation costs if it use some
more logistics service from your 3PL
13.3 Your company plan to use more amount of logistics service
from your 3PL
13.4 You plan to expand business with your 3PL firm(s).
13.5 You plan to look for a new 3PL firm(s).
13.6 You know your 3PL firm(s) has multiple logistics services.
13.7You would like expand to others when your company have
the requirement in the future.
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APPENDIX C
List of Interviews
1. Mr. Boonpat Korkiatphitak
Managing Director
Tropical Canning Public (Thailand) Co., Ltd.
898/15 10 th Floor 10, S.V. City office Bld 2,
Rama 3, Yannawa, Bangkok, Thailand, 10120

2. Mr. Paisarn Wangdumruangvit
Logistics Manager
Golden Prize Canning Co., Ltd.
55/4 Moo 3, Kok-Kham Rd., Thumbol Bangyaprake,
Amphur Muang, Samuthsakorn 74000

3. Mr. Jesada Tanking
Logistics Manager
Super J. International Co., Ltd.
77/135 Sinsatorn Tower, Floor 32, Krungthnburi Rd.,
Klongsan, Bangkok, Thailand, 10600

APPENDIX D
Data Analysis Result
Reliability Test

Reliability of Service Performance

Reliability Statistics
Cronbach's
Alpha

N of Items

.783

3

Reliability of Service Quality
Reliability Statistics
Cronbach's
Alpha

N of Items

.829

5

Reliability of Suitable Price
Reliability Statistics
Cronbach's
Alpha
.787

N of Items
3

Reliability of Cost Reduction
Reliability Statistics
Cronbach's
Alpha

N of Items

.828

3
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Reliability of Honesty
Reliability Statistics
Cronbach's
Alpha

N of Items

.671

4

Reliability of Reliability

Reliability Statistics
Cronbach's
Alpha

N of Items

.630

4

Reliability of Knowledge
Reliability Statistics
Cronbach's
Alpha

N of Items

.747

3

Reliability of Skill
Reliability Statistics
Cronbach's
Alpha
.739
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N of Items
4

Descriptive Statistics

Descriptive Statistics for Customer Satisfaction
Std.
N
Your 3PL firm(s) is the best company.

Mean

Deviation

140

3.343

0.717

when over expected problem is occurred.

140

3.407

0.748

Services from your 3PL are over your expectation.

140

3.493

0.725

firm(s).

140

3.550

0.780

Your 3PL provide can fulfill your requirements.

140

3.593

0.645

Your 3PL provide services immediately.

140

3.614

0.674

The employees of your 3PL firm(s) are always cheerful.

140

3.621

0.694

Your 3PL firm(s) has high experience.

140

3.664

0.664

firm(s).

140

3.693

0.776

You are satisfied with the quality of your 3PL services.

140

3.729

0.966

Your 3PL firm(s) can provide the best logistics solution

You enjoyed the valuable relationship with your 3PL

You had pleasant experience with the major 3PL

Descriptive Statistics for Cost-saving
Std.
N

Mean

Deviation

Logistics cost is not exceed your expectation.

140

3.607

0.756

You can reduce the logistics cost when you use 3PL.

140

3.807

0.677

Your 3PL firm(s) charges you at reasonable price.

140

3.836

0.619

You can reduce the operation cost when you use 3PL.

140

3.886

0.740

The price charges by your 3PL firm(s) are excessive.

140

3.929

0.706

140

4.143

0.641

You can negotiate with your 3PL firm(s) in term of
prices.
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Descriptive Statistics for Trust

Std.
N

Mean

140

3.429

0.680

you when you are not available.

140

3.564

0.712

Your 3PL firm(s) has more reputation.

140

3.593

0.688

Your 3PL firm(s) has more reliability.

140

3.614

0.641

140

3.629

0.713

welfare.

140

3.650

0.678

You trust with your 3PL.

140

3.779

0.679

140

3.779

0.669

Deviation

In case of damage cargo, your 3PL firm(s) can
compensate.
Your 3PL firm(s) decide the logistics service instead

You are willing to share the confidential information to
your 3PL.
Your 3PL firm(s) always makes your company's
welfare, and never did anything to hurt your company's

You believe that your 3PL firm(s) does business under
the ethics.

Descriptive Statistics for Logistics Expertise
Std.
Deviation

N

Mean

140

2.979

0.818

140

2.993

0.800

140

3.321

0.732

information.

140

3.493

0.684

Your 3PL firm(s) can consult you when you require.

140

3.521

0.800

140

3.557

0.825

140

3.564

0.761

Your 3PL firm(s) has a right job even without your
control.
Your 3PL firm(s) has exactly understanding in supply
chain activities.
Your 3PL firm(s) can solve the problem when you
require.
Your 3PL firm(s) has accuracy in documentation and

Your 3PL firm(s) has accuracy in storage and contains
the cargo in warehouse.
Your 3PL firm(s) has accuracy in deliver the cargo on
time in full.
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Descriptive Statistics for Expansion the Utilization of Logistics Service
Std.
N

Mean

Deviation

offered by your 3PL

140

3.721

0.730

You plan to look for a new 3PL firm(s).

140

3.750

0.658

some more logistics service from your 3PL

140

3.836

0.685

You plan to expand business with your 3PL firm(s).

140

3.893

0.686

140

3.936

0.779

140

4.079

0.740

140

4.100

0.615

You would feel satisfy if you use more logistics service

Your company can save its operation costs if it use

Your company plan to use more amount of logistics
service from your 3PL
You would like expand to others when your company
have the requirement in the future.
You know your 3PL firm(s) has multiple logistics
services.

Comparison between Independent Variable and Type of Business
Group Statistics

Customer Satisfaction

Cost Saving

Trust

Logistics Expertise

Mean

Std. Error
Mean
.06411

69

3.6377

Std. Deviation
.53255

Both Exporter and
Importer

71

3.5335

.44569

.05289

Type of business
Exporter

N

Exporter

69

3.8116

.61697

.07427

Both Exporter and
Importer

71

3.9225

.38713

.04594

Exporter

69

3.6957

.46400

.05586

Both Exporter and
Importer

71

3.5651

.29870

.03545

Exporter

69

3.4265

.59079

.07112

Both Exporter and
Importer

71

3.2696

.39718

.04714
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Independent Samples Test
Levene's Test for
Equality of
Variances

F
Customer
Satisfaction

Equal variances assumed

Cost Saving

Equal variances not
assumed
Equal variances assumed

Trust

Equal variances not
assumed
Equal variances assumed

Logistics
Expertise

T

Sig.
.201

1.651

13.967

.000

12.150

Equal variances not
assumed
Equal variances assumed

t-test for Equalityof Means
Sig. (2tailed)

1.257

138

.211

1.254

132.459

.212

-1.278

138

.203

1.270

113.807

.207

1.985

138

.049

1.973

115.590

.051

1.849

138

.067

1.839

118.624

.068

.001

.008

7.159

df

Equal variances not
assumed

Comparison between Independent Variable and Type of Using Logistics Service
Provider
Group Statistics

Customer Satisfaction

Cost Saving

Trust

Logistics Expertise

Logistics service provider
Freight Forwarder

Mean

N

Std. Deviation

Std. Error
Mean

93

3.5699

.51850

.05377

Direct Shipping Line and
Air Line

47

3.6144

.43678

.06371

Freight Forwarder

93

3.8692

.51537

.05344

Direct Shipping Line and
Air Line

47

3.8652

.51854

.07564

Freight Forwarder

93

3.6546

.42923

.04451

Direct Shipping Line and
Air Line

47

3.5798

.30776

.04489

Freight Forwarder

93

3.3195

.56495

.05858

Direct Shipping Line and
Air Line

47

3.4012

.36316

.05297

69

,
7.7177EIPSTTYT

riTO.: AN,

Independent Samples Test
Levene's Test
for Equality of
t-test for Equality of Means
Variances
Std.
Mean
Error
Sig. (2Differe Differe
F
Sig.
nce
nce
t
Df
tailed)
Customer
Satisfaction

Cost Saving

Trust

Logistics
Expertise

Equal
variances
assumed
Equal
variances
not
assumed
Equal
variances
assumed
Equal
variances
not
assumed
Equal
variances
assumed
Equal
variances
not
assumed
Equal
variances
assumed
Equal
variances
not
assumed

1.016

.477

3.544

4.974

.315

.491

.062

.027

-.504

138

.615

-.533

107.5
70

.595

.042

138

.966

.00393

.09242

.1788
2

.1866
8

.042

91.93
6

.966

.00393

.09261

_
.1800
1

.187 8
6

1.063

138

.289

.07478

.07032

.0642
7

1.183

121.9
61

.239

.07478

.06322

.0503
6

-.901

138

.369

.09068

.2610
1

-1.035

130.0
55

.303

.07898

.2379
6

. 04447

.04447

08171
.08171

Factor Analysis Result
Factor Analysis for Customer Satisfaction
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling
Adequacy.
Bartlett's Test of
Sphericity

.08819

95%
Confidence
Interval of the
Difference
.1299
.2188
1
5
_
.1207
.2097
8
2

Approx. Chi-Square

70

863
615.728

Df

45

Sig.

.000

.08337

.2138
3
.1999
3
.0976
0
.0745
5

Rotated Component Matrix(a)
Component
1

,

51

2

.798

s2

1

s3

.840
.790

s4

.506

.654

s5

.417

.603

s6

.692

s7

.770

s8

.800

s9

.826

s10

.646

Extrac ion Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a Rotation converged in 3 iterations.

Factor Analysis for Cost-saving
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling
Adequacy.
Bartlett's Test of
Sphericity

772

Approx. Chi-Square

371.900

Df

15

Sig.

.000

Rotated Component Matrix(a)
Component
1
c1

2
.717

c2

.858

c3

.840

c4

.770

c5

.892

c6

.819

Extrac ion Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a Rotation converged in 3 iterations.
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Factor Analysis for Trust
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling
Adequacy.
Bartlett's Test of
Sphericity

Approx. Chi-Square

.736
198.619

Df

28

Sig.

.000

Rotated Component Matrix(a)
Component
1

2

t1

.764

t2

.752

t3

.656

t4

.578

t5

.645

t6

.691

t7

.737

t8

.585

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a Rotation converged in 3 iterations.

Factor Analysis for Logistics Expertise
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling
Adequacy.
Bartlett's Test of
Sphericity

Approx. Chi-Square

72

.779
266.216

Df

21

Sig.

.000

Rotated Component Matrix(a)
Component
1

2

el

.864

e2

.865

e3

.497

e4

.626

e5

.803

e6

.727

e7

.766

.606

Extrac ion Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a Rotation converged in 3 iterations.

Factor Analysis for the Intention to Expand Logistics Service
Rotated Component Matrix(a)
Component
1
il

.624

i2

.810

i3

.786

i4

.621

2

i5

.596

i6

.504

i7

.722

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a Rotation converged in 3 iterations.

Regression Analysis
Relationship between Customer Satisfactions, Cost-saving, Trust, Logistics
Expertise and Future Plan
Model Summary

Model
1

R

R Square

Adjusted R
Square

Std. Error of
the Estimate

.343(a)

.118

.064

.40875

a Predictors: (Cons ant), Skill Service performance, Honesty, Suitable price, Reliability, Service Quality,
Cost Reduction, Knowledge
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ANOVA(b)

Model
1

Sum of
Squares

Df

Mean Square

F

Sig.

Regression

2.923

8

.365

2.187

.032(a)

Residual

21.887

131

.167

Total

24.810
139
a Predictors: (Constant), Skill, Service performance, Honesty, Suitable price, Reliability, Service Quali y,
Cost Reduction, Knowledge
b Dependent Variable: Future Plan

Coefficients(a)
Standardized
Coefficients

Unstandardized
Coefficients
Model
1

B
(Constant)

2.521

Std. Error

Beta

.410

t

Sig.

B

Std. Error

6.153

.000

Service performance

.017

.055

.028

.300

Service Quality

.077

.084

.096

.765
.361
.802
.542

Suitable price

.020

.080

.026

.917
.251

Cost Reduction

.043

.071

.064

.612

Honesty

.072

.081

.083

.890

.375

Reliability

.069

.093

.077

.747

.457

Knowledge

-.083

.072

-.125

-1.144

.255

Skill

.176

.070

.240

2.494

.014

a Dependent Variable: Future Plan

Relationship between Customer Satisfactions, Cost-saving, Trust, Logistics
Expertise and Intention to Expand Logistics Service
Model Summary

Model
1

R

R Square

Adjusted R
Square

Std. Error of
the Estimate

.31784
.346
.306
.589(a)
a Predictors: (Cons ant), Skill Service performance, Honesty, Suitable price, Reliability, Service Quality,
Cost. Reduction, Knowledge
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ANOVA(b)

Model
1

Sum of
Squares

df

Mean Square

F

Sig.

7.014

8

.877

8.679

.000(a)

13.234

131

.101

Regression
Residual
Total

20.248

139
a Predictors: (Constant), Skill, Service performance, Honesty, Suitable price, Reliability, Service Quality,
Cost Reduction, Knowledge
b Dependent Variable: Intention

Coefficients(a)
Unstandardized
Coefficients
Model
1

(Constant)

Standardized
Coefficients
Beta

T

Sig.

B

Std. Error

B

Std. Error

1.832

.319

5.751

.000
.627

Service performance

-.021

.043

-.039

-.487

Service Quality

.125

.058

.008

.174
.012

1.916

Suitable price

.065
.062

.134

.894

Cost Reduction

.021

.055

.035

.384

.702

Honesty

.186

.063

.237

2.955

.004

Reliability

-.020

.072

-.025

-.279

.781

Knowledge

.014

.056

.024
.397

.250

.803

4.796

.000

Skill

.263

.055

a Dependent Variable: Intention

ASSUNIPITON tliIVERSITY laft.

75

